This research aims to examine HOLSERV with three dimensions namely, employee, tangible and reliability, towards its relationship on customer satisfaction and return intention rather than SERVQUAL because it suits hotel environment. The object analysis was Bandung which proclaimed herself as a tourism city with quiet number of hotels rating as non-star to five-star hotels. From 41 three-star hotels, this research managed to cover 29 hotels to conduct this research. Respondents with total number of 355 participated to fill the questionnaire with the helped of hotel managers by spreading it to their customers who were checking out of the hotel. Structural equation modeling was applied to test the hypothesis and the results show that tangibility and reliability influence customers' satisfaction but not employee. In addition, customer satisfaction influences return intention.
to service quality in hotel industry (Mei, Dean & White, 1999) . Thus, this research contributes on the empirical findings of HOLSERV and its relations towards satisfaction and indirectly to revisit intention in Indonesia Hence, this research aims to examine the Relationship between Hotel Rating and Customer Outcomes and Its Implication towards Revisit Intention. This research presents a literature review on hotel rating, HOLSERV, satisfaction and revisit intention. Furthermore, the research methods, including: sampling and data collection; measurement of the constructs and data analysis techniques, are discussed. Structural equation model is applied to test the hypothesis based on the research aims. Last but not least, future recommendations based on the research findings for practitioners and future researchers are provided.
B. Literature Review

Hotel Rating
A hotel is a building where we have to pay to get a room to sleep, and a place where you occasionally eat (dictionary.cambridge.org). A hotel is defined as a place that provides accommodation, food and other services for tourists and tourists alike (oxforddictionaries.com). A hotel is also defined as a form of commercially administered accommodation, which is provided for everyone to obtain the following services and lodging for meals and drinks (Decree of the Minister of Transportation of Indonesia no. PM. 10 / PW.301 / Phb.77). It is then refined through as a company providing services in the form of accommodation as well as providing dishes and other facilities within the hotel to the public and eligible for convenience and for commercial purposes in such services (Decree of the Minister of Transportation of Indonesia No. 241/11/1970). Hotel Rating or classification of hotels is the grouping of hotels into various classes or levels based on a particular assessment. And in accordance with the Decree of the Minister of Transportation of Indonesia no. PM. 10 / PW. 301 / Pdb -77, the hotel is classified based on the number of mattresses, facilities, equipment available and the quality of service. Hotels are classified into five classes of hotels ie 1 to 5 star (Decree of the Minister of Transportation of Indonesia: Kep-22 / U / VI / 78). The classification of the hotel becomes important because the classification informs about the facilities provided and the quality of services to be obtained as well as the pricing so as to facilitate the prospective customers to choose the hotel they want (Whitelaw and Jago, 2009 ). In addition to customer convenience, the classification system is also beneficial for travel agents, tour operators, hotel industries, government (WTO & IH & RA, 2004) . The results of Shahril, Aziz, Othman and Bojer (2015) also show that hotel rating has relationship towards service guarantee and customer satisfaction.
Hotel Service Quality
Service Quality has become the standard measurement in service industries for satisfaction. Starting from the research of Parasuraman et al since 1985, SERVQUAL is still valid and reliable today despite adjustments for different fields. For example, DINESERVE is a service quality measurement for restaurants based on the results of the study of Stevens, Knutson and Patton (1995) . In the banking sector, there is SERVPERF by . LODGSERV is used to measure the services of lodging houses (LODGE) based on research by Knutson et al (1992) , whereas HOLSERV is used to measure services at a hotel (May, Dean & White, 1999; Nguyen, Nguyen, Phan and Matsui, 2015) . RSQS (Retail Service Quality Scale) is developed by Dabholkar (1996) and used in retail sector. All these researches indicate that SERVQUAL still shows the drivers of customer satisfaction. In this research, however, HOLSERV model is used instead of the original SERVQUAL dimensions to examine its influence on customer satisfaction and also revisit intention. The dimensions of HOLSERV are based on the work of Mei, Dean & White (1999) which consists of three parts, namely employees, tangible, and reliability.
Revisit Intention
The survival of a hotel is certainly without doubt depend on its customers. Since it is too expensive to find out new customers, hence it is better to retain existing customers and re-use the hotel services in the future (Gallo, 2014) . The desire to return and use the services of the hotel is again influenced by the customer's satisfaction by the services provided (Berezan et al., 2013) . Similarly, research conducted by Tussyadiah (2016) found that the desire to return to the hotel is influenced by guest satisfaction based on their experiences using the services of the peer-to-peer accommodation especially enjoyment and value. In addition, Ali (2015) found that the quality of service has a significant effect on the desire to re-use the hotel services in the future. Furthermore, Fakharyan et al. (2014) and Ali and Amin (2014) found that satisfaction of service impacts not only the desire to return but also the desire to spread word of mouth (Kitapci, Akdogan and Dortyol, 2014) and at the end become loyal customers of the hotel (Liat, Mansori and Huei, 2014) . (Table 1) . The number of female is more than half of all respondents, which is 64% (226 persons), whereas the number of male is only 36 % (129 persons). The respondents are mostly between 17 -23 years old (287 persons) followed by age between 24 -29 years old (36 persons), age between 30 -35 years old (20 persons) and the rest are more than 35 years old (12 persons). From the occupation, most of the respondents are students (266 students) followed by employee (43 employees), entrepreneurs (27 persons) and others are unspecified (12 persons). From the income point, mostly between IDR 1,000,000 -IDR 3,000,000 (166 persons) followed by less than IDR 1,000,000 (77 persons), between IDR 3,000,000 -IDR 6,000,000 (73 persons), between IDR 6,000,000 -IDR 10,000,000 (21 persons) and more than IDR 10,000,000 (18 persons). Rp1,000,000 -Rp3,000,000 47%
Theoretical Framework
H5
Rp3,000,000 -Rp6,000,000 21%
Rp6,000,000 -Rp10,000,000 6% >Rp10,000,000 5%
The research covered most of the 3-star hotels, 29 out of 41 hotels with the ranging participants of 2% up to 7% ( Fave and Santika Hotel). With the help of the hotel managers, the questionnaires were distributed to customers who were checking out from the hotel. 
D. Findings and Discussions
Before testing the hypothesis, the adequacy of each multi-item scale measuring each variable or construct was assessed for its construct validity (convergent and discriminant validity) and reliability (Hair et al, 2010) . The factor loadings for all items were above 0.44 or less with more than 150 samples as suggested by Malhotra (2010), hence all the items passed the minimum criteria except for item TG1 (0.428) which was slightly less than 0.44 (Table 3) . As for the reliability test, all items were reliable since they were above 0.6 (ranging 0.612 to 0.713). As for data analysis Structural Equation Modelling was applied (Figure 1) to find out the model fit before testing the hypothesis. As the criteria mention by Hair et al (2010) , the model is fit to be further analyze for the hypothesis testing (Table 4) . From the first attempt, the model had CMIN/DF of 2.806, GFI of 0.901, IFI of 0.857 and RMSEA of 0.071 which means they met the minimum required except for AGFI (0.862), TLI (0.818), CFI (0.854), and NFI (0.794). The second attempt was conducted and the result was all the goodness of fit measures have increased to an acceptable minimum requirement except for TLI (0.887) and AGFI (0.891) which was very closed to the minimum requirement and considered mediocre (Table 4) . Thus, this model was good fit to go for further analysis on the hypotheses testing. The customers of 3-star hotel in Bandung prefer the most is Reliability (Table 5) . It is more to the special attention, knowledgeable staff and accurate record, hence hypothesis 3 which is reliability influences customer satisfaction is supported (β=0.445, p < 0.05). The second aspect that the customers prefer is the tangible aspect such as modern look equipment, adequate capacity, comfortable atmosphere and materials provided in the room should be adequate, hence the first hypothesis which is tangible influences customer satisfaction is supported (β=0.316, p < 0.05). It seems the 3-star hotel rating does not give enough impact on customer satisfaction as it shows for 4-star and 5-star hotel (Shahril, Aziz, Othman, and, Bojei, 2015) . From the hypothesis 4 testing it shows that hotel rating did not influence customer satisfaction (β=0.049, p > 0.05). As it is also seen for hypothesis 2 that shows employee does not give influence to customer satisfaction (β=0.128, p > 0.05). In general, customers do not really consider the grooming of the employee too much since it is also the same condition whenever you go to any 3-star hotel that employees should wear a certain uniform. As for the willingness to serve, the customers believe that 3-star hotel is not that big that they would get lost or really need it something from the employees, hence they can do self-service rather than asking help from the employees. Employee should be polite is a must where ever you go especially for Asians politeness is belong to their culture. Hence, they do not see this as something extraordinary but it is part of their culture. For hypothesis 4 which is customer satisfaction influences return intention is supported (β=0.443, p < 0.05) which is inline with previous research (Gallo, 2014; Berezan et al., 2013; Tussyadiah, 2016; Liat, Mansori and Huei, 2014 ).
E. Conclusion and Future Recommendation
Bandung has hotels ranging from non-star to five-star hotels since Bandung has proclaimed itself as a tourism city. Looking at the number of 3-star hotels let many people who are looking at cheaper price hotel feel comfortable to choose. Their experiences staying in a 3-star hotel have made the customers somehow realize the standard facilities given. On the other hand, as Asians being polite or showing hospitality is part of our life, hence employees showing their hospitality are necessary. Though the result showed it did not support the customer satisfaction but it has to be there and 3-star hotels need to show other thing to attract more customers to choose their hotel. Being with a family for a holiday, it is like moving our things from home to a hotel. Even though a hotel did not provide things needed in the bathroom like shampoo, soap etc., it does not bother at all. Nevertheless, for those people who are traveling alone or with friends, facilities such as things in the bathroom are very necessary. Staff in the hotel needs to be knowledgeable and give extra attention. All these lead to satisfaction and to be chosen when customers return to Bandung again for their staying purposes. For researchers, HOLSERV provides suitable dimensions rather than SERVQUAL. However, it needs to be examines in other hotel rating or the same 3-star hotel but in different places especially in 10 new places which government of Indonesia has proclaimed as new destination for tourism.
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